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I. INTRODUCTION 

^ . . . , . . 

J ' 1. 

■ . ^ * •. 

Librarians have long recognized that their communication, wlt^h 

—A . 

library ii«ers In a vltal,iaj)ect df libfary service. Cbnpent on that, 
aspect of librarlarrshlp -dateg back to at leai^^Wyer (1930) but h^is 
^ become more pronounced In the past ten tp twenty years. . The Importance 
of communication with users Is now universally recognized, some Ubrary 
schools provide specific training; and research as well as' commentary 
Is being reported in the professional literature, 

• « 

Rolof f (1979) provides a reasonable extensive review of the 
literature, Rothsteln (1977) provides' a delightful historical perspec- 
tive as well as a reVlew of many articles, and Lynch (1977)\^nd ' 
slennerlch CI974) also undertake comprehensive statements about previous 
commentary and research. How^vdr, the latter two -a r 6 dissertations ' 
^and^thus publicly available only by purchase from University Mlcro.films 
International.* 

The purpose of this bibliography is. tot>roAfide a brief analysis 
•.of the literature since i960,' a comprehensive bibliography for that 
period, and a guide to the most useful items for practitioners, * 
researchers, and teachers*. ' >| ' 

What Is the Topic? ' ^ 

In general, the literature provides ll^le guidance as to exactly 
what this topic is about. The title of thlis work" includes t|ie term 

» 

••information Intervlev^" and librarians/ "commynicatlon wltVlibrary 



*Lypch has published an' ^rtlcl« (1978) based on her dissertation "as 
lifted In the bibliography, but little of the literature review Is 
included there. « . . 



u^fjrs" 1ft rfeferr<W to In the first paragraph. Rolof f (1979) uses 

4 

the phrase "communication at the user-system interface." And, many 
authorfy have referred to the "reference interview" (e.g., Katz 
(1978) in his text on reference work). 

However, most authors do not give foirtnal attention to a definition 

of their topic. Katz (1978), for instance, seems to have public or 

V ' ' \ ■ 

academic library reference desks in mind when he discusses the 

reference interview, but he doets not discuss the applicability of ■ 

his*comments to^other situations such as a special library. He does 

lmply» however, by includtng a separate section in the text, that 

interviews SVe different for computer-based reference ^service. 

Rolof f (1979) is unusual In giving' explicit attention to his 

topic. Re says': • 'r' 

...user-system interactions occur throughout the library (e.g., 
circulation,' acquisition, cataloging, etc.) and not only within 

/ the 'area of traditionally defined "reference" functions, tf 
improving the ef f ectiveij^ess of libraries in general is one of 
the reasons for studying communication in libraries, the broader V 
perspective should be taken. At the same time, it is clear that 

• users do not Interact with "librarians" alone, if that term is 

Interpreted in the narrow sense to include only those individuals 
who are professionally trained to be librarians. Users, inmost 
,librarles, communicate with nonprofessionals as well a$ profes- 
sionalJ?; part- tlmie ^staf f as weir as full-time staff; student 
Ifissistants as well as adult^. It thus seems reasonable to again 
think- more hro^dly In terms ^of "library staff" rather thah,€he 
specific "reference librarian" or "librarian, " » Consequently, 
commuYilcation at the uder-system 'interface includes any comiunica- 
. tion activities or processes which pccur between a user and the 
staff of a library in the process of attempting to satisfy his/her 
Information' n^eds. (p. 2) " * 

. Jennerich (1974) gives' a dfeflnltion^ for the coricept "interview": 

...a face-torface meeting between a profesBlonal (librarian, 
counselor, etc.,) and another Individual who in seeljLlng help. It, 
Is the responsibility of the professional to determine the nature 
of tlie Interviewee's needs througH carefully corisidered conversa- 
- tion with him. (p. 2) 



\ 

-3- V 



And, she analyze*} the literature in tenps of Interviews for reader's^ 
advisory service, advMt education, and reference service. 

The topic chos4n for 4:hi8 bibllogn^h)- was the Information 

♦ 

liuefview. It Is defined as feeing any interview in. which one person 
.is attempting to understand what information anothet person wants. 
That definition was used because df this author ' s* contention that 
librarians are not the only one^ who do such Interviews. When an 
engineer meets with a marketing specialist, the company 'may well come- 
out ahead if the engineer accurately determines the marketing special- 
ist's information needs and meets them.' Similar, situations occur 
with accountants, executives of any sort, social workers, physicians, 
and many others. Librarians are sometimes specifically trained to 
handle the situation* and the prof essional^ norm that they should be 
experts Is .growing In acceptance, but it seems to this author that 
the process itself is a common one. 

' Thus, the term "Information interview" is nearly synonymous, with 
•"reference interview" except that in principle It does not necessarily 
Involve a librarian. In fact, no literature was ^ound for people 
other than librarians <?r other library personnel conducting an Informa 
tion 'Interview. However, t^e term Is retained In the title because 
of this author's belief that librarians must adapt terminology that 
reflects their involvement in fundamental Information processes "of 
sotilety.* There is no logftal or semantic reason why 'the term 
"reference Interview" cannot take on a wider application, but the 
close association wltl^ "reference desks" would be hard to overcome. 



♦According to Garainer (196'^) Pierce Butler argued a similar point of 
view about four decades aga. • 



Identifying Items to be Included or excluded from the bibliography 

' * ' - I 

was not difficult except (1) for thqse Items related to '^counseling" 

and (2) fjor those ^enis related to /'the search" for Information. With 
regard to the former,^ the Information Interview as defined her^ has 
much in commpn with the "counseling Interview." At the extremes, the 
Information . Inter^vlew with a focus on Information seems quite different 
from a counsellhg Interview with a focus on problem solving, advice, 
and therapy, but each process includes something of the otfiev. Litera- 
ture on readers* advisory service in libraries* and explicit discussions 
of librarianjjhip as a type of counseling demonstrate the dilemma clearly, 
Both are excluded' from this bibliography becSuse the issues of (1) .the 
similarity of the Itiformation interview and/counseling, and (2) the 
extent to ybich librarians should do Tfnore counseling are worthy, of an 

* * . * ■ \ ^ 

independent study. Included In the bibliography are only those items 

» ■ ' . * 

whIcJxv relate cortnsellng concerns clearly to an interview whose primary 
focus is the information needs of another person. For an introduction 
to what has been lef^t out, ^ee^Penland (19.70) and Dervin (1977), • 
Penland discusses the relationship between counseling and llbrarlanship • 

Dervin defines people's information needs Ih such*a way that most 

' ■ ■ ■ . - . ' ■ - ^ ■. ' ■ ' ' ' 

■ . ^ * , ■* ■ 

Interviews related tV human services (e^g. ^ Social Work and medical 

< ' t . . ■ ■ ■ • 

as well as llbrai;y and counselirt'g) would In part^be information inter- 
views. ^ / 

The!, second area of .difficulty is related to "the search" for 

■ t 

Inf orraat:lon. Sometime* ^n interview precedes and is separate froW a 

. ' " • , ' ■ ■-/"■'■ 

search by the librarian for the Inforrndtion that a user needs, /However, ) 
jjmany times the itftervlew and the search overlap. And w^en if they 
don^tj the way in which the librarian -plans to do the search Will' 

. ■ ■ > \ ■ ■ 



nlfect the way the interview is conducted.. Thus, fesearch and 
conmehtary on j^earchlng are frequwtly very euggeatlve bf> what 
should hjappen during the interview. However, items dn "the search" 
were included, only if they explicitly dealt with the interview.. ' 

' The fact that there' is no body of literature each item of which, 
identifies itself as meeting a stated definition is an important 
challenge. Definitions of topics are important because they specify 
the range of applicability of propositions. When an author does not 
define his topic > the reader cannot be sure what situations he > 
intends for his comments, propositions, or findings to apply to. When 
a field does not define area of study, it reflects the lack of 
consensus as to which of many diverse experiences can be studied as a 
single situation or problem. Can we study and comment on all situ- 
• atlons which meet t;he definition given above for the information 
Interview? This author asserts that we can by using the term, but 
there is no consensus. Other authors have written about either (l) 
the reference interview in a special library, (2) thte reference inter- 
view that precedes a cbmputer-tased literature search, or (3) the 

# 

reference interyj^w in a pu^^llc or academic library. Are 
situations sufficiently similar so that comments and research findings 
can apply to all? Or, do they have only a certain core in common with 
specfal considerations needed' In each case? At the other, ex tfem^, of 
course, would be very little or nothing in common such that each needs ' 
to be treated entirely separately. 

As practitioners, researchers, and teachers grow in their under- 
standing of the subject matter, these issues wiU-^be addressed,. If they 
are resolved, at least in part* knowledge of the information interview. 



the"^ reference Interview, the user-system Interface, or whatever,, wilj 
be Increasingly Useful to InfoTTnatlon professionals of all kinds and 
to nonprof easlonaKs wIumi they find themselves Involved In finding 
out what Information another person wanta^ 



L!gy _,Pg J^^^^^ lufgrtpation Interview? |^ 

Assessing what we krfow about the Information ^^nterview requires ^ 
evaluation of the information presented by practit;iiG?n€rs , researchers*, 
and teacheTTS. Thts author finds it useful t,o distinguish, between two 
major Issues when evaluating inf ormation-^-generalizability and factual 
accuracy* . - 

The previous discussion of topic definition was concerned with 

A- 

generallzabllity- We know very little about hpw far we can generalize, 
findings or assertions which themselves are always drawn from some 
specific experiences of the author (systematically or un^ystematlcally 
obtained) . ' ' 

Research is essentially the systematic seeking* of experience, and 
one aspect of such a systematic approach is often procedures thAt make 
it possible to be confident in generalizing^ from findings. The proce- 
dur^s usually revolve around some type of rii'ndom sampling and make it 
pof^allble to extend the findings beyond the specific situations from 
which they came with some specifiable confidence. . No such procedures 

werfe used in any study of the information interview that was located 

I- 

in preparing , this bibliography. 

Such procieciures are dseful, but are in fact only a short cut to^ 
rtse In place of repeated observation in all of the situations which 
might be generalized to. In the extreme It is tautolbgical tt say that 



factually accurate findings which have been ' observed In a variety of 
Settings generalise to lall of those aettlngs, but It la a useful tau- 
tology. 'The llterdtuV olted in this bibliography Includes slinliar 
findings In a variety of settings. The paucity of knowledge on 
general lzal|>Hity could be Ifessened somewhdt by a systematic consider- 
atlon of the range of situations over which the same findings have 
been repo-rted. Doltig so Is beyond the scope of tftis' report, but It' 
Is thlJi authfcrVs impression thaj: there Is In fact a core of knowledge 
about interviewing that applies to public and university library ' ^ 
reference desks, special library ijifon^tlon services, and int^rvlew^i 
which precede computer-based bibliographic searches.. SuqJN consider- 
ation of the, similarity of comme^^itary and findings across situations 
will increase knowledge of general Izab 11 Ity and lead to useful deflni 
tions. *" ' . 

Factual .accurapy la' a separate, l^sue In the evaluation of Infor- 
matlon. It refers to the accuracy of commentary or' findings for thp 
situat^(>ns that they were derived from. For Instance, Ciothberg 
(197A) foiind t"hat users were more satisfied with a reference inter-- 
view when librairians ,were acting In an "Immediate" way than when thty 

'i t. 

were acting In a 'nonimmedlate" way. Factual accuracy has to do with 
whether that statement Is true for the two particular librarians who 
participated in the study when they wete Interviewing ^he actual 
users who were studied In that particular library at that particular 
time. Errors. In pbservatlon, data analysis, or Interpretation could 

" . - ^ • • ■ ■ ^ ^ ■ : ^ _^ ^\ 

haveled^to an erroneous conclusion. Similarly, when Horn (197A) 
dejjcrlbes llbrar/ users he Is apparently drawing on hl» experiences 

• >■ ♦ ■ . 

In particular libraries at particdlar times. Selective perception. 



and incjjnpj:y» tnaccurat^^* Inferences from obse^atlons, and Iqglcftl. 
, errors are possible causes of lna|^curate conclusiions; The point is 

that reports are more or le^s accurate' for a variety of reaaons^ but 

thpse reasons are independent of potential generalizability . Find- 
« Ings can be factually accurate but not generalis^able beyond the e*«:t 

conditions that they, were derived froA. 

• • ) ■ - ■ 

Commentary and findings ^reported for the information interview . 

». * 

*{ ■ 

vary as to hpw their factual accuracy caW be evaluated, >fost itefns ' 
can be clearly identified as -either ^ 

1. a report of personal e^y^erience (or no methodology specified), 

2. an interpretation of theory or research from other areas, 

3. the development of theory fo^the information interview 
independent- of theory and research in other areas, ,or 

4. ^ systematic research. - 

Each citation in the bibliography is codfed as to which of the 
above it represents. Some items aje given more than one»of the four 
codes. 

^ About three-quarters of the itfjms do not rely on any method of 

^ - .. 

systematic research. Some a^re clearly reports of personal experi- 
ences, or apparently so, and are coded ip the first category above. ^ 
Others fall into categories 2 and 3 above but do not include any 
systematic testing of the interpretation or theory put forth. CThe 
latter are apt coded in category 1, but those that do include system- 
atic research are coded in category A as well as in category 2 or 3.) 

Many of the articles in category 1 share valuable personal 
insights artd provide suggestions fpr practic^. and hypotheses to be 
systematically tested in a wider setting oil^ under other condifeions. 
Unfortunately^ there 1^ little a reader can do, short , of additional 



resfeArchl to ehock the factual accufacy of what is suggested Wept ' 
to compar\ tt with' hli^own experiences or try it himself: Prbfespional 
norms do divelop in t4il8'w«y» and.lf the members of ^ the ptofesslon 
are insightkia, th^ quality of service that the profession provides 
^^roves ..\ \ * 

Another way of coming to better understand the information 
Interview that relies on personal insight is trh« interpretation of 
theory and research from other areas. About twqrthir^i, of the ^tems 
involve this approi^ch. Counseling and nonverbal communication are 
areas seen by many Whors as having something important' to. -^ay to 
librarians. And. various areas of Communication, cognitive psycljology , 
social psychology, and sociology are aUo considered. As mentioned ' 
^bove, these Interpretations can be tested by systematic research, 
vnien the Item includes such a test it 1^ appropriately coded. HoweveV., 
about 75 percent gave little indicationtf any test . Twenty-five percent 
reported soirte type of Systematic research. 

A few authors have specifically tried to develop theory for the 

■ .* t ■ » 

information interview. Six such items are identified.^ Only Taylor's 
theories (1962 and 1968) seem to have had a wide impact, but even 
then little has been .done 'to build on them since they^ were published 

ovet a decide ago. • , 

. . . . f ■ ■ . 

FlnAlly, some items report on systematic research which provides 

evidence beyond personal experience 50 support propositions, 0^^erall. 

about one-thlrd.do, and they ari a stgnificanti step towards systematic 

control of the numerous potential error§ of observation and inter- 

i • ' 

pretatlon that a single observer is subject to in the course of his 
nortnal expferlenye. 



Thus; author A have relied. oh a- variety of means to gnin knowledge 
of the information Interview. Each refjulres different considerations 
when evaluating the commentary and flndlings. The items in this 
blbllogr^iphy are coded as to. how 'the authdri^j^rocteeds so t'tiat readers 
c»an readily find articles with similar &^ diverse aptitoaches as 
Chelr needs dictate. 



What Do We Know about the Information Interview? 

: 

Roloff (1979) identified a useful wAy df cate|6rlzing communica- 

tlcm as Intrapersonal or interpersonal.* He \say8, 

\ _ • ft 

Coramunlcation processes that occur at th* user-system interface 

can, In the main, l>e categorized as either intrapersonal (where 

the emphasis is placed on in format ion^-proVressing characteristics 

oT th'e Communication participants), or Interpersonal (where the 

emphasis is placed on the interaction andltelatlonship of 

participants, including vei;j>al and nonverttal communication) 

^ (P; 2). - 

The distinction is congruent with the more detailed classification 
of topics which is provided in this bibliography!. Each citation is 
coded according to the topic covered in the citeil item. Seven major 
topics have been discussed and an ''other" category is Included. The 
topics are 

1. what usets i|re like. 



2. what librarians are like, 

- * 

3. what librarians need to find out from u 
Information needs, 

A,. how the interview should be cojiducted, 

5» the importance of the interview for sue 
service, ' . - 



jjers albout their 



cessful information 



^Hanneman (X975) discusses thes^ levels plus ^'•sinall groups in organiza- 
tions and networks*' and ^'mediated'* as useful Cot the study of communlca 
tion. 



6, ^ training, ^ / 

?• other* ■ 



» .. .. X ♦ * ' . 

The first two have to- do with Int.raper^onaX cotranunlcatlon, the 
Wrat focusitig on the user and the second on t>»e librarian. The next 
, three deal .with aspects of Interpersonal communication. Number three 
might be thought of as the technical considerations for the Information 
interview. A number of Items -discuss what librarians need to find out 
from^users about their fnfoAat|pn^^need9. The Vqurth, how the Inter- 
view should be evaluat^ed. is concerned more with "social'* considerations 
tha*t are probably about th% same in any interview between a professional 
and a client. TechnK^ues for establishing rapport/ appearing willing tJ? 
help, and asking Unblaslng questions are examples of topics covered. 

additional topics do not fit Into the Intra/lnterp^rsonal scheme. 
Some articles emphasize Importance of the lirtervlew (the sixth category) 
rather than the nature of the Interview. And; some emphasize training ' 
(the seventh category), usually in addition to one of the Interpersonal 
topics. ' finally, some articles touched upon^ topic which few others' 
did. They were classified in the "other" category. ' 

This list of topics, then, reflects this author's analysis of the 
kinds of things we know about the^ln format ion Interview. For a topic 
to be misted, accumulated findings and commentary had to be significant. 
Thfere is information in the literature on each of these topics. In 
addition, items with extensive revlewfe of the literatu|re were cited 

earlier in the Introduction. They, along with coverage of the tbpic 

\ . ■■ . . ^ ^ ■ I 

In a text (Katz, 197,P) and a research report (Jahoda, 1^76) provide' a \ 

aubstantlve review. These six items are cited Separately in the first 
section of the bibliography. 



The l^tbltQgraphy ^ u ^ ^ * ^ 

The b Ibliogr'nphy Is divided lr\t(/ threc^ parte and Includes all 
cltnti.ftns thot could be, located to' items published since I960. It is 
restricted to printed materials such as books, journal articles, \ 
dissertations and theses, reports, papbrs, and proceedings. Only 
Engl If^v language Items were considered; It is not limited to items 
In ERIC. ^ 

The three parts are 

• Comprehensive Considerations of the Information Interview 

• Primary tte^ns 

#• Additional Items 

The first is sell explanatotir . The second contains items judged 
\ 

to be of greatest value t6 practitioners, researchers, and teachers - 
And, the third contains all additional citations . 

References Ci^ed That Are Not in th e Bibliography 

Gardiner, G. L. "The Empirical Study of Reference." College an^ 
-Research libraries 30 (March * 1969) : 130-1 55. 

Haime^^gri, Q\ J. VThe. Study of Human Coinmunication" in Communic ation 
;iart3^' B ehavior . G. ^I* Hanneman^ W* J. McEweti, eds. Reading, mA: 
"Addison-Wesley, 1975, pp. 21-46. . 

Wyer, Janies I. Reference Work. Chicago: American LlbMry A^sociatlo 
1930. " 




tt. COd(nG SYSlAt FOR IHE CITATIONS 



Each cltatlofi In this bibliography Is coded according to the 
. ayatem outlined beiow. Except 'for citations, to coniprehenalW iteW 
(2.5), each 'citation rece^vea as many codes as are appropriate' from 
each of the five major categories, a;»d the maJ[^or categories arfe such . 
; that at least one. code is always assigned from each. ^ 

Categories 1' and 2 of the coding system are dlscuase^ In the. 
Introduction. Two additional categories are also Included. Most 
articles do not .specify > the setting that Is being consldeted, but stfme 
do and are so cited In category 3. Availability of citations Is 
indicated in category 4. 



1. ^ Topic * 



1.1 what users are l^J^e 

1.2 what librarians are like 

1.3 what librarians need to flpd ou^ from users arfout thedr 
Inforihaclon needs 

1.4 how the interview s^hould be conducted 

' .<•■>' 

1.5 the Importance of the Interview for successful Information 

K gi/ervlcc ^ . 

.1.6 tralnlrvg ' 
1.7 9ther 



* ■ ■ * 

2, Methodology ■ \ ■ ^ . 

2.1 report of personal experience ot unspecified 

2.2 Interpretation of thieoty or research from other areas 

2.21 counseling and helping skiHa '. 

2.22 nonverbal communication . ' . \ 

2.23 other. (for Example, communication) cognitive psychology, 
spctaX psychdlogy, and sociology) 



2«3 development of theory for the information Interview Independent 
of theoty apd reaearch In other areas 

A systematic research . . ^ Ji , ' 

2.5 ^comprehensH^ve consideration such as a bibliography, state-of* 
the-art report » or text (if this co^e is assigned* no others 

■are), ^ « " ' ' . • 



3. Setting ' . 

* - . - 

3.1 general or unspecified 

*' . • ■ ■ 

3.2 reference desk li) a public or academic library 

3.3 special library ^ 
3. A online search service 



A. Citations (indicate number of citations for A. 2 and A. 3 (i.e., 
' A.^ (26)). 



A.l no citations ^ , 

4.2 citations to literature on Xhe information interview 
4.3, citations to' related areas 



III. BIBUOGRAPHY, 

Comprehensive C<!<nslderatlofts of th « Infommtlon Interjilow ^ . 

■ , . . ; ■ . ' ) ■ • * • • 

1,. Johoda, Cetald. , ffh y' Procesa of Answerlnf n Referepce Questions . A 
• Test o/ a b^a crlptf ve Models Tallahassee, >L: Florida State . 
University, School of Library Science, January 1977. ED 136 ^69. 
,(1.3; 1.4; 1.6; 3.1; 4.2(6)). 

V 

This study was cojidueted to determine how librarians 
answer referetnce queries and to develop instructional 
materials for teaching the answering process. ' Twenty- 
three science and technology refefence librarians usetJ 
and commented on a six-step model of the search strategy 
process. The model was then revised to include the 
following steps: (IV message selection; (2) selection of 
types of answer-providing tools; (3) selection of specific 
answer-providing tools; (A) selection of search headings; 
(3) answer selection; and (6) negotiation and renego- 
tiation/ An instructional module was developed for each 
step consisting of description and practice exercises. 
The modules were tested in three graduate library school 
reference courses and revised according to faculty and 
student comments. The author recommended the development 
of guldelirti^s for choosing lead-in tool search sequenc:e 
and specific answer-providing tools and stressed the need 
for empirical research. -The appendices include tl^e 
instructional modules, a survey of public library reference 
queries, and a computer-sfearched and printed index to *; ' 
reference queries. (Early work on this project wasi 
reported by Gerald Jahoda, and bthers> as Instruction in 
Negotiating* the Reference Q ufery. Tallahassee, FL: 
Florida State University, School of Library Science, 25 
August 1975. ED 111 A21.) ^ 



2. Jennerichyv Blaine Zaremba, "Microcounseling in Library Education. 
Ph.D. dissertation. University of Pittsburgh, 197A. (1.4,; 1.6; 
2.21; 2.4; 3.1; 4.2(21); 4.3(29)). 

This study cites two main objectives. The first Is to 
review the literature of library science concerned with - 
Interview training for libtarl^ns. In order to 
synthesize the literature, a composite picture or 
synthesis of the librarlaft-pattori interview was developed, 
compared with a picture of a counseling intetvleW, and 
subsequently used as a framework within which to deve|.op 
interview training methods. The second objective is to 
report the design, conduct, and resMlts of an Instruc* 
tiortal technique called microcounseling through which 
beginning library school students were taught interviewing 
skills. The implications of such training are also con- 
sidered. 



Katz, Williatti A." '*Th« ReSference Interview" and a section on the 

interview associated with coinputejpr'assisted reference -service. 

Introduction- to Reference WbfC Vol. II, 3r<^ ed.^f^p. 61-80 

and 2iO-h^, New York: McGraw-Hill, Inc., 1978. (2.5) 

Characteristics of the referet^ce li^ti^vlew, the reference 
librarian, and the uater are discussed. Major headings 
include! Characteristics and Objectives of the. User, 
' Clarifying and Analyzing the Question, arid Anticipated or 
Acceptable Answers. The author also outlines some of the. 
interpersonal eleipents involved in the reference interview 
between librarian and user. 

Lynch, Mary Jo. "Reference Interviews in Public Libraries." 
The Librar y Quarterly 48 (April 1978) : 119-142. (1.2; 2.23; 2.4; 
3.2; 4". 2(16) ; 4. 3(18)). • . , * 

^ This exploratory study examined reference interviews in 
. terms of eight questions among which were: How often 
^ doe^ a reference librarian interview the patron who 

presents a reference query? When an Interview does 
occur, what gross categories or levels of information ar6 
sought by the librarian? How often are the questions of 
the 1l:ibrarian open questions and how often are they 
closed questions? Actual interviews between patrons and 
librarians were obtained for analysis througl audio 
recording using a wireless microphonil and a radio-recorder 
unit. Three hundred and nine interviews transcribed from 
the tapes were analyzed in detail primarily through content 
analysis, V. Two models of the reference^ Interview are a ^ 
tesult of this investigation. In addition, the reference 
interviews observed are conslderc^d in the light of wh«tt 
has been written about interviews conducted by other 
professional persons. (This article is a conden^iST version 
of the author *s dissertation by the same title, Rutgers . 
University, 1977.) 

Roloff, Michael E. "Coimnun feat ion at the User-System Interface: 
A Review of Research." Library Regearch 1 (1979)jl-18. (2.5). 

This literature, review concentrates on Intraperaonal and 

interpersonal communication at the user-system interface. 

The position taken ia that user-system interaction* occur 
, throughout the library, as well ad within the area of 

traditionally defined "reference" functions, and include 

any of the varlo.us communication activities that occur • 
•between the ^ser and the library ?«ta£f. The importance 

6f continued empirical Invest igatidna of communication 

processes In the library is stressed. . 



6. 



Rdthsteln. Samuel D. "Across the Deak(: m Viars of Reference ' 
(2!?)"'"!^ ^ ^^i^S<UjmJtlb^^^ 1^7) :m- 393. 



The mitKor ptovldes a historical perspective as well as a » 
^ review of recen^ literat(,re on the r^erence process with 
llT/l f'^J"" '^^^ reference lntervl<?w. He traces 
?n Ifl^i^^^*'*'"^^'*^^ research ftom Samuel Green's paper / 
^in 1876 through an Increasing commitment th us^r services ^ 
in the early 1900'8 to the detailed consideration of the 
reference interview that is found in the literature of the 
last two decades. ' s. 

■ I^rlpiary It ems > ' > 

Citations to items, other than those feW listed above, which were 
judged to he of greatest value t^ practitioners, researchers, or 
teachjrs are imcluded In this Section, The remainder of the citations 
are incU.ded In the neXt section. All citations are coded. Thus, th^ 
reader can peruse the literature by reading the abstracts of those 
articles judged primary, and the entire literature is accessible 

»^ -J • r 

through the index which is based on the codes. 

7. , |o«cher. Virginia. "Npnverbal Commuttit^ation and the Library - 
2!2tT^^"2a^>^ (1.1; 1.2;^..4; 

The implications for the library reference Interview of 
nonverbal communication, particularly body movements, are 
explored. The interview is described as a type of com^^^jVa- 
tion system with nonverbal communication- beiJI^ only Z * 
aspect. A variety of observations are offered about non- 
verbal communication including cues that signal "preoccupa- 
tion" versus "availability." ^ 



8. 



lllncJ^'^ ^rnrL Interface for BibliographK? Search 

p!rJ ! ; * Ihe^Use of Computers in Li terature Searc hing and 
Relat eQeference Acti vities WLlbrariei. . k,, V »^ 

^ancaster. Papers presented at the 1975 Clinic on Library 
^£ii«a?a„ n u"^.^ P»^f casing, April ^§-30, 1975. UrbaL- 



The user interface was defined as the entire set $1 user- 
ays tern interactions, from partial phrasing of information 



7 



n^eds to final review of reffulta. This iT^prfjacc haa not 
been studied adequately In bKllographjlc reitrieval systems* 

' In 1973 an NSF Cdnded projeclBto study this. InteTf ace was 
begun at the University ^ Geojvgla and at the Univeralty^of 
Caltforni(j^ at Los Angeles (UCLA) . The two re8ea;tch teams ■ 
worked independently but in ^atallel. Data^yere collected / 
via qMestionnaires submitted to users and ihterm^dla^les ( 

. and taperrecordings of reference InterVift^s. R^esulta in ^ 
this paper came exclusively frp^n the UCLA team and cover 
six. main categories: user characteristics » intermediary 
cHkracterlstlcg , t^e interview process^ user ^s questions, 
profile cjoding, and search results ^ Mpdels of the existing 
user interface and a proposed information network are 
suggested. (See Zipperer, for the Univef^lty of Georgia 
report of this study; Canjfton^ far the , Final Report.) ^ 
I ■ ■ - • 

Bunge, Charles Albert. "Seekers vs. Barriers: Getting Inforraatioa 
to People:' Your Role," iiHsconsin Librar y Bulletin 7<3 (March/April 
1974):76-78. (1.4; 2.1; 3.1; 4.2(1); 4,3(1». 

These notes frpm a talk delivered to a reference workshop 
Include the following points: reference work is the provision 
of assistance to people trying to overcome barriers between 
themselves and the Information they seek. Among the barriers 
are the c^omplexity of Uhe library^ misunderstanding or lack of 
understanding Qf what librarians can and will ^<lo to help, and 
difficulties iti communication. Dif f Ituities^ in communication 
are due to efforts to seek self-af f irmationi defensiveness , 
language barriers, and cross-purposes, and they cannot be 
eliminated. To overcome these difficulties, librarians must 
pay attention to the patron, have a positive self-Image, and 
understand people better. Librai^lans must also get the 
right kinds of information from the patron, know the reference 
collection, he self-critical, and advertise the availability 
^ of reference services. 

' . ; ' ^ ■ ■ ■■' ■ : .■ . " ■ " \ ■ 

Carmon, James L. Model the User tnterf^ace for a Multldisciplinary 
Bibliographic Information Netwo^k> Final Report * Washington, DC: 
National Science Foundation^ Office qf Science Xnfonhation, May 1975. 
PB-242-96A. (1.3; 1,4; 2.3; 2.4; 3.4; 4.1). 

This research focuses on ^n analysia of Informiation seeking 
behavibts of users at two university based information 
systems— ^ne ^4t the University of California at Los Angeles 
(UCLA) and the other at the University of Georgia, tt 
represents a recognition, based oh actual operational 
experience, of the critical nature of #>f user interface" to 
computer-readable information resources. The purpose wa* 
to identify and to formalize the procedures that a teferehce 
librarian or inft|jpn|itlon spiy^lalist employe in negotiating 
user questions In order W dftt ermine if they co™ be pro- 
grammed for automated syatema/ Th^ work Was cbpiducted in 



two t^hasesV During the first phase, the five major 
functional steps of th*. reference |>roce88 Vere investl- 
' ^ • ? ^""^^ descriptive and quiintltatlve data- 

concernlnrijuery formulation, question translation. 
f strategy formuUtlon, search execution, ^nd r^levaice 
Judgm^t, The sefcond phase, - based, oh data gathered 
during the first, was the development of the existlno 
_ user Interface model and a projected network nlodel. 

Crum Normao J. ;'The Llbrarlan^Customer. Relationship; Dynatnic 
?M i J^Lx^^"^"'^ for information." Special Libraries 11 
.(March^l969): 269-277. (1.1; 1.3; l.Aj^.l; 3.3;"!:^)' 

The steps in- the process -from the time a* customer asks 
for information until the special librarian gives him 
acceptable answers are artalyzed. Prom this generalized 
description, there follows sq, ^araination of the major 
barriers to the interactl4fe »s%c^l, personality, 
psychological, linguistic, an(^^ntextual. Some - suggested 
approaches to alleviating these barriers are offered 
Establishing and maintaining a customer orientation is 
considered^ the most vital method of reducing cusSmer- 
librarian barriers. » 



Deryin, Brenda and others. The Development of SKr p^^p^oo for 
Dealln^^ the Inf ormation Needs of vihan i,.^r^^^^~~^^^^ rrj 
Applications ri WRegort.- Seattle, WA: University of Washl- n j 
ton November. 1977. ED 148 389. (1.6; 2.23; 2.4; 3 1; i.2a? ' 



4.3(14)). 



o? a nroll^ ^. 5^ culmlnatioj, of the third and final phase 
infor!!^] to develop strategies for dealing with the 
4nfnrr^ residents. The focus was on the 

Information practitioner-client interaction and hoV practi- 
tioners can effectively dfeal with individual citizens when " 

Mmes' rllT, ''"'r '^^^^ ^^y^'^^ «t myriad 

II T^' "^ ^""^ P^*^^^ P^^J^^t involved research 

studies Phase I studied citizens and how they use informl-^' 
tlon On the basis of the Phase 1 results, ^n approach to 
providing information services called the CI lent -In -Situation 
Approach, was developed. The Phase II project studied infor- 
mation practitioners to determine their readiness to use thL 
approach.. The purpose of the third phase Was to develop 
ml^i« . f encapsulating the major conceptual develop- 

J^!?^^. ^ encompasslhg mote- than 30 hours of 

couirwitH ! -^ff r^?^^*^ '"^^ * ^''•y ^^^"^ practitioner 
?he 1h. preparation time conduct tracing. 

3uh ?ibiarv''«^d f r «^«}^«t«<J two training Conditions , 

TiJrJv f^^^^J^^'^^^lon agency practitioners and with 
library school stud^nta. Detailed results from these evalu^ 

traJnerr '""^^^ " prospective 



Gothberg, Helen M. "Communication P«tternd in Library ' Reference 
and Information SetVlcea." 13 (Fall 1973):7-14. (1.4; 2.22; 
2.23; 3.1; 4.2(5>; 4.3(15)). - ' ' 

14 * 

.This art lci« points out t\)at negotiation of the reference - 
question is a majot conmiunicatlon problem affecting library 
service* Linguistic and k^Lnesic research^ information and 
transactional theories, and the philosophies of Buber and 
Rogers are explored as potential theoretical bases for 
undHTstanding the interpersonal dynamics of question negoti 
ation. It is nOtJed that further Insight gaitied through 
research into the nature and pattern of the interpersor^al 

^encounter dnd a clearly defined notion of the llbrary^s rol 
^ are needed, 

Gothberg, He^eii M, Immediacy: A Study of Communication Effect 
on the Reference Process." Journal of Academic Librai^lansh lp 2 
(July 1976):126-129. (1.4; 2.22; 3.2; 4.2(9); 4^3(15)). 

The purpose of this study was to explore the relationship 
between, the "immediacy" of a librarian's communication 
during the reference interview and user satisfaction. 
"Irtmediacy*' is a quality of communication that includes 
warmth, liking, and psychological closeness. It is 
thebri^ed to be a factqj: in easing user frustration in 
tl\e library and facilitating the user's information search. 
The study found that library users who were exposed to the 
Immolate verbal-nonverbal communication of a librarian 
expressed mor^ satisfaction with the reference interview " 
and with his or her own performance in negotiating the 
reference cfliestion, than a user exposed to a librarian's 
nonimmediate communication. No significant difference ^was 
found for users' satisfaction with the actual* transfer of 
informatit>n when expoMd to the immediate versus non- 
immediate communicatlont (This article is a condensation 
of the authored Ph.D. dissertation, "User Satlsfactiop with 
a Librarian's Immediate and Nonimmediate Verbals-Nonverbal 
Communication," University of Denver^ August 1974.) 

Gothberg, Helen M. ' "training Library Coinmunicatlon Skills: 
Development of Three Videotape Workshops." Tucson, AZ: Univer- 
sity of Arizona, November, 1977. (1.5; 1.6; 2.22; 2.23; 2.4; 
3.1; 4.2(10); 4.3<14)). 

1 The purpose of the Libr^iMans Communicate Project was to 
develop and tea |: thtee v. two-hour workshop)? In coramunicattton ' 
skills f6r reference librarians and others. Four basic ^ 
objectives were stated: (X) to develop more innovative 
teaching practices making use of newer media/ such ^s video 
tape; (2) to provide future and practicing reference librar 
iana with an opportunity to df^velop a communication style 



which promotes dialogue with thtt patron; (3) to ' test whether 
the video medium is a feasible euppVrt system f or .vorkshopa 1 
co^nman^^.at^on^ ani" (4) make revisions where- needed as a 
. result of field testing and evaluation. The participatory- 
typ^ workshop u^ing vldfeotape was f ound- t;o. a feaalble* ' 
instructional- tool foj- teacijlng coramunl<?ati'dn S|cllls.' 

Gr«,en, J. S. "GRINS, An On-Llne Structure for 'the Negotiation of 
p^"^"!! . S^"^^ff the Man-SYsiem InterfaQ^ in Libraries. 
5$£2ttl^. Bethlehem, PA: Center for the lnf<*rmatlon Sciences 
l^ehigh University, September 1967. NTIS Report No. 660-089. 
(J.l; l.3;.2.3; 3.4; 4.2(2); 4.3(9)). : 

In general, problem solutions can bd found along a continuum 
of abstraction from the speoific to the general. There is, 
at any given point in the development of the solution, a 
most efficient or optimum strategy. In Information retrieval 
sy!?tems the ultimate solutidn is usually obtained at a moVe 
specific rither than at^a more abstract level. -The question 
negotiation process fs viewed as an ef f icient prellininary 
strategy whibh enables an information seeker^o^ obtain his ' 
information goal with the least amount of overall effort, tn 
order for a problem solution procedure to retna in efficient 
a means for predicting when to change strategies must be ^p^o-. 
vlded. In the particular example of question negotiation ' 
this prediction is based on the rate at which the definition 
.of the User s need develops. An on-line computer program 
called Cft^S is described which implements the Infoi^atlon 
specialist^ roTe In negotiating^ a user's n^ed.^ This pro- ' 
gram communicates with the user in his natural conversational 
^iWJ* negotiation is judged by GRINS to be as well 

get, a search is made of the 
av4*:pBnlfe^ documents. Ttiis, search produces an ordered list " 
of the sixey-thre^j, best documents which come cilosest to the 
,^user s ^^mf^^^P'^' The structure of th^ prog?am , is modv- 
ul^t thi(l^i^prov«ments may be ^^ally made. Some such 

oyfement* '^re suggested. . * 




Holland, Barro^, l^Updatlng Library Reference Services through 
Ia7^J?^ f.or Intertjiirlr^onal Competence. 'V 17 (Spring 1978); 
207-211. (1.4; 1.6; 2.21; 3.1^4.2(6); 4.3(11)).^ 

4 • ■ 1 ■ • ' ' ^ • ■ i>'- . •' 

I^rawlng upon studies from psychology, counseling, and library 
science, this -article discusses Interpersonal aspects of the 
reference situation which are related to tlv«- success of the 
Individual reference encounter ahd jthe image o€ reference 
service as a whole, It Is nested thafc most reference sltjua- 
tlons involve a reque»fc f or information or assistance in 
research rathet n than f*? ;^uldanc«, psychological help , or ' 
" instruction, Although some en^ountArs may involve these 
V ^J/^^f * V«<l*t-standlni the dynamics of Interpersonal 

reU^^pnshlps.ln drd«r , to facilitate patron suct'eas Is 
discussed as relevant for l,ibrat'y education,^ ' ' 



Horn* Roger. "Wl»y They Don't Ask Question^.'" ^ 13 (Spring 1974): 
225^233, (1.1; 1.2; l.A; 2.1; 3.2; 4.1) ' 

The physical Inyout of the library, a lack of communication 
between librarian and user, or conptraltxts Imposed by 
adminlstratorf) may prevent the reference librarian from 
g-lving the best possible service. (Written in parfa« a 
response to Swope and Katzer, "The Silent MaJorlty,'M972. ) 

i' 

\ 

IJowell, Benita J.; Reeves, Edward B.; Van Wllllgen, John. 
'.'Fleeting Encounters — A Role Analysis of Reference Librarian- 
Patron Interaction." Rg 16 (Winter 1976) : 124-129. (1.1; 1.2; 
2.23; 2.4; 3.1;. 4. 2(5); 4.3(7)) . 

The reJlevarice of role theory to reference services and 
.measures of user satisfaction are discussed. A study Is ' 
reported wherein clients and librarians filled Out a self- 
administered questionnaire Immediately following an inter- 
action at the reference desk of a large university library. 
Variables were question asked, status of client', famil- 
iarity of client with library, how >irell the reference 
librarian* pinpointed the client's needs, adequacy of amount 
of information recelved^, whether instruction was given 
by the librarian. Perceptions of both client, and librarian 
were obtained for each variable. In addition, the librarian 
was asked '*tVhat did the patron really want?" Consensus 
between librarians' and clients' responses were reported as 
well as other analyses. 



Jennerlch, Edward J.; Jennerich, Elaine Zaremba . "Teaching the 
Reference Interview." Journal of Education for Llbrarian6hip 17 
(Fall 1976): 106-11 1. (1.4; 1.6; 2.21; 2.4; 3.2; 4.i(8); 4.30)). 

Reference service requires interpersonal skills as well as 
knowledge of reference tools. Yet^ librarians are usually 
not taught interviewing skills, although suggestions about 
training librarians to Interact effectively with patrons are 
occasionally made. A few library schools use videotapes to, 
record students In practice interviews so their communication 
patterns can.be studied and improved or changed. At Baylor 
University, videotaping is one step Iri an instructional 
sequence designed to teach interviewing skills and to evaluat 
Improvements. Classes meet dnce a week. In preparation, 
students -t-ead the books assigned for the week and produces - 
five reference questions from the material. A student is 
arbitrarily chosen to act as reference librarian* the others 
act as patrons. A 30-mlnute session is videotaped. All 
involved write an evalustlon, then the videotape is replayed.. 
Each student acts as librarian in two sessions during the ■ 
semester. Comparison of the two videotapes allows for 
assessment of improvement. Results have been, encouraging: 



Htudent reaction la favorable, and ftu<lent Interact ion« 
with actu^.patrona <Jurlng library ptactlcum IndltfWte 
. that Interperaonal aKlUs have Indaad been laarned. 



Kastlauskas, Edward. ''An Exploratory Study i A Kinealc Analysis of 
Academic Library Public Service Points." Journal of Academic 
Llbrarla^3hlp 2 (July 1976) : 130-134. (1.4; 2.22; 2.4; 3^2; 4.2(6); 
4.3(11)). 

After a brief Introduction to the- field of kfnealc 
analysis, o.r the study of body moVementa, an exploratory 
atudy la described which analysed the body movements Af^ \ 
individuals at reference and circulation public aervlce"' 
points in four academic Inatitutlons. tJslng a specific 
data-gathering f6rm, 148 observations Were made. These 
observational data were consolidated into typical positive 
and negative behaviors and several generalised behavi#r 
patterns. Possible Implications for library management 
and research are indicated. , 



King» Gerald ine B. "Open and Closed Questions: The Reference 
4 2(1)^^4*3(1)")^^ (Winter 1972): 157-160. (1.3; 1.4; 2.1; 3,1; 

.\' 

Good reference librarians need to be good interviewers. 
Unfortjunately, most librarians have not learned to use 
the technique of open questions to obtain information 
about the user and what he is looking for. Examples of 
open and closed questions wijth typical responses are 
given. 



Knapp, Sara D. /'The Reference ihterviev in the Computer Based 
Setting." Rq 17 (1978) : 320-324. (1.3; 1.4; 2.1; 3.4; 4.2(3); 
'^.3|7)). 

The role of the search analyst, his/her personality, and 
communication skills are discussed in relation to the 
success or failure of a computer search. It is noted „ 
that the search analyst's primary functions are ^nalysia' 
and reconstruction b^ised on an understanding of the 
essential parameters of the user's needs. 

♦ ' « • 

Lukenblli;w. Bernard. "Teaching Helping Reaatlonship Concepts in 
the Reference Process." journal of Education for Ll brarianahln^lfi. 
(Fall i;9>7):lK(;-120.. (1.4; 1.6; 2.21; 2,23; 3.1; 4.2<7).; 4.3(13)).^ 

This paper , discusses the helping relationship *co;icept , 
? its relationship tb the reference process, and the 

problems of tetehlng the concept to pre- and In-aervlce 
librarians. A teacHlng unit Is de$crlbed. 



Mount, |511l«. I'Communtc^tlon Barriers an^ 'th«-1l'tf«r«nce Qu«ftlb.n.'' 
Spec; jlalUb car tea 57 (October 1966) j 575-578. . (l.tj 2.1; 3.1; 
4.2(1); . fl 

♦ • ' 

This article cites the common pTobletn h§ Inquirers nofc 
asking the questions they should ity prd^r to obtain the 
information they need. Analysed in the article ate a . 
wide r^nge of causes for this phenomenon, including 
intellectual and psychological barriers to clear qonununi- > 
cation*. The role of the reference staff in detecting 
irrelevant questions is described as well as some steps 
to take to eliminate ambiguous and misleading questions. 

•■^ 

n^cci, Judith. "Videotape Self -Evaluation in Public Libraries: 
E*perlment8 in Evaluating Public Service." RQ 16 (Fall 1976): 
33-37. (l.A; 1.6? 2. A; 3.2; A. 3(A)). 

'^hls article deals with the question of whether video- 
taping can be used by librarians for self-evaluation in 
a public library. Individual videotaping sessions were 
arranged to see (1) whether videotape self-evaluation 
could be done without disruption of service and without 
discomfort to the staff, and (2) whether videotape sllf- ^ 
evaluation could improve public service. The report 
describes how the videotape sessions wer^ conducted, the 
reactions of librarians and u^ers, and conclusions about 
the potential usefulness pf videotaped self -evaluations. 



Munoz, Joanna Lopez. "The Significance of Nonverbal Communication 
in the Reference Interview." 16 (Spring 1977) : 220-224 . (1.7; 
2,22; 3M; A. 2(1); 4.3(12)). 

The aut/hor discusses various aspects- of nonverbal communi- 
cation and their relationship to the refer^n<^e Interview. 

\ . • • 

Penland, Patrick R.; Mathai^ Aleyamma. Interpersonal Gonapunicatldn . 
New York: Marcel Dekker, 1974. (1.4; 1.6; 2.21; 2.23; 3.1; 
4.2(21); 4.3(136)). ^ 

' The putpose of this book is to 'integrate reselirch findings 
from the field of counseling into the framework of library 

^ and information science. This publication formula^tes a 
basis for training resource specialists in interpersonal 
communication* It considers practical models of informa- 
tion process Ing to help the reader synthesize his/her own 
approach to human communication. Also discussed is the 

.. relationship that exists between interpersonal communication, 
j^roup dynamic s,^and community developtneht psychology. 



Shofil4, Norma J. "Probl«Bi«tle Interaction: The Reference 
Encounter." In Varletlee Of Work Experiences The Spclel Contfol 
of Occupet iona^ Oroupe Rolee . edited by Phyl Hw X.mn^tnn ' 
Stewart and ^urlel G. Cantor. New YorkJ John Wiley and Sons. 
197A» pp. 224-237. (1. 7; 2.1; 3.1). 

Problematic aapecta of the reference encounter are 
dlacusaed as followe: (1) limited time and the unatrhed- 
uled nature of the ancountet^-glvlng little acope td\ 
- establish facta about users* their subject or library 
'knowledge, and their needs; (2) open-ended Interactions- 
created by organlE.atlonal variables and includirig such 
factors as the physical layout of the library, type 
and/or lat:k of furnltute and flttlnga. and limited 
privacy; (3) mutual eatabllshment of participant status—! 
affecting adherence to library rules, use entitlement, 
and type apd degree' of service; and (4) service evalu- 
atlon-'presenting difficulties from the librarian and 
user point of view. 



Smith, Nathan M ; Allred, G. Hugh. "Recognizing and Coping with 
the Vertical Patron." Special Libraries 67 (November 1976): 528- 
533. (1.1; )Ai 2.23; 3.1; A. 3^6)). 

Vertical and horizontal models of comihunication are .' 
reviewed ^qd defined in this article.. Aids are given to 
help the librarian rficognize vertical and horizontal 
cQnmunlcatlon and to Expedite horizontal Interaction with 
the patron Who exhibits vertical tendencies In order to 
produce a more satisfying Interaction. 



Somervllle, Arleen N. "The Place of the Reference Interview in 
Computer Searching: The Academic Setting." Online (October 197 
U-23. (1.3; 1.4; 2.1; 3.4; A. 2(A)).. . 

The reference Interview is crucial to the success of a 
computer search. Formulation of the ;«earch strategy and 
iijptruction ot the user are the moat important activities^ 
carried out during the interview. Components of the 
reference interview include discussion of the benefits 
of computer searching; when computer searching la appropri- 
ate; what the subject of the aearch and the reference 
question are» in precise terms; the limits to be pla<?ed 
on the search; online procedures, software features, and 
characteristics of various systems and databases. Search 
strategy should be "developed with the help of the user 
and in accord with the preferences and decisions of the 
user concerning costs, coverage of the"toplc» emphases on 
precision or recall, and other concerns. Cohf identiailty 
should be discussed. If possible, the user, should be 
present at the terminal during the\ search. Searchers 



should make sure the results of a senrch are |i(j(»quAte and 
try to dlngnoae nnd correct failures ao thilt CQnfidonce 
In the rtource l« mntntalned. - - 



Swope. Mary Jane; Kataer, Jeffrey. "The SUant Majority: Why Don 
They Ask Questions?" R^^ 12 (Winter 1972) ! 161-166. (1.1; 1.2; 2.4 
3,2;..4.?(13); 4.3(3)). 

^ This ts a study conducted to determine how many library 
patrons are reluctant to ask questions of the library 
staff, and yhy. A sample of users at a university library 
were' interviewed to determine what proportion of then had 
reference questions and which of th<>8e witR questions 
would ask a librarian for help. It was found that 41 
percent of the 119 respondents had questions and 65 
percent of these would not ask a librarian for help. 
Respondents repQrted that their unwillingness to approach 
the librarians was due to (a) dissatisfaction with past 
services » (b) having too simple a question, and/or (c) 
not wanting to bother the librarian. In light of this it 
is suggested that training in communication skills and 
interviewing techniques should become part of a librarian's 
education, liibrary Administrators must recognize the 
necessity of circulating the staff among users. Librarians 
must become {jware of and attempt to change the image they 
have acqu,lred in the eye^ of the user. 



Taylor, Robert S. "The Process of Asking Questions." Ameytcan 
Documeivtat lon 13 (October 1962) :391-396. (1.1; 2.3; 3.1; 4.2(4); 
4.3(4)) . , V 

This paper discusses the nature of questions — their 
generation, their relation to retrieval systems, and their 
effect on the inquirer. Four levels of question formation 
are defined and analyzed: the i^ctual^ but unexpressed, 
need for Information (visceral) j the conscious within- 
brain description of the ti[ee(i (conscious); the formal 
statement of the questiotf (formal) ; and the question as 
presented to the information iy stem (compromised). Input 
and output characteristics of systema are examined for 
their effect on the inquirer's decision to ask a question 
and on the form the query tak^s. The investigation of six 
parameters governing question typ6 and ambiguity suggests 
that we may be placing too much emphasi? on syntactic 
matching of^it^uiry and store of answers. The inquirer's 
state of readiness is d^finetj as the "state of jnind" which 
allows a selection to be made from a series of messages, 
A question is seen, as an indication of tna(ieq(iacy on the 
part of the inquirer who hoped to remedy that inHdequacy 
by calling on the information system. A major objective , 
of Information systems is to make commonplace the point, of 
maximum usefulness where three coordinated cross: level 
of question, state of readiness, and available answer. 



Taylor, Robert S, "QuwHon Negjjtlatton and Information Seeking 
19A. 1.3; 2.3; 3.1{\ 4.i(l){ 4.3(21);). : 

This report la a study of two types of quiitl6n tiligotU 
atlon In libraries and Information center*. Through 
taped Interviews with special librarians aod Information 
spe^lallatft, .five levels of information wete isolated 
which ore conacloualy sought and received by the. 
librarian In the first type of question negotiation. 
These. are (1) subject defii^ition, (2) objective and 
motivation, (3) personal characteristics of th^ inquirer, 
' (A) relationship of Inquiry description to file organiza- 
tion, and (5) anticipated or acceptable answers. The 
secpnd type of negotiation, .self-help. Is that In which 
the Inquirer alone negotiates with the total Information 
system. Undergraduate students In courses In the 'Informa- 
tion sciences reported on this process resulting from a 
. sftlf-generated information need. Their reports covered 
decision* and strategies; the sources used, both human 
and print; the complexltlea and failures of their process; 
and the ambiguities of their question-asking strategies. 
Four such reports, including systems charts, ate shown. 
The two types are compared with recommendations for 
Improving the displays at the interface betwew the 
.Inquirer and system. (This report was originally pub- 
l^^^^'t m" fLudiea m the Man-System Interface in LihmYi.., 
B.e^ort.. Number 3, Bethlehem, PA: Center for the InfoW ^ 
No "aD-659-A68 "diversity, July 1967; NTIS Report- - 

» 

PK^ri/'"^"''* "Communications and the fieferfence Inter- 
tace., Ph.D. dissertation, University of PittsbLrflh. 1971 
(1.5; 2.23; 2.4; 3.1; A.2(U); A.3($7)). F ^ ' 

Tlie purpose of this study was to examine the reference 
process as a dynamic, user-oriented system. Reference 
quest 16n8 were treated as though comprised of two parts: 
(1) the Initial statement of the Inquirer needs, and 
U) the question resulting from reference' negotiations 
Content analysis waa used to determine the leVel of 
question refinement nec.eas«iry to enable Information 
retrieval. , The author concludes that the product of 
the reference Intarface is a Search str^itegy which 
. attempts to make the reference inquiry Isomorphic with 
the classification of knowledge. in the library. It la 
recommended that the inquirer's question jjrovlde the 
initial framewoi-k for reference negotiation' rather than 
the organization of information in t'he Ubi^ary. 



32 



Zlpp^rer, W. '•Usetr Interface Mo^telp for MultldlsclpUnary 
Bibliographic Information Diaaemlnatlon Centers/* Paper 
preaenlted at the American Chemical Society National Conference^ 
Chicago, II, Augiist 1975. ED 122 846. v(1.3; 1,4; 2.3; 2. A; 
3. A; A.l). . , ^ . 

Two* Information dissemination centers at the University 
of California at Los Angeles (UCLA) and the University of 
Georgia studied the interactions between computer-based 
search facilities and their us^rs^ The study ^ largely 
descrl|>tlve natXire, Investigated the Interaction 
process between data base users and profile analynts 
or Inforrt^ation specialists in constructing and revising , 
search profilers. Data were gathered from users, from 
intermediaries, and by tape recording search request 
interview sesslona. . Interview events were identified, 
labeled, and anaj-yased, and transition matrices were 
consttuctti^ for major groupings of events. On the basia 
of the data, presearch and pQStsearch models of existing 
interfaces were constructed. The study Indicated a need 
for dat(i base Information support, accommodation of a 
wide range of users, human intermediaries, bviilt-ln 
diagnostic capabilit^.es, and alternative interaction 
mechanisms for the user. Results of the study .showed^, ^ 
that Interface for the two centers was not linear^ was 
highly adaptive, and had an important Instructional 
component. Particularly significant was the finding 
that the human intermediary Is an integral part of the 
interface essential to its adaptive capability. (See 
Brlggs; for UCLA report of this study; Carmon, -for the 
/inal Report. ) . 



Itlonal Items 



Braun, Carl. "Reference Interview: ^ A Transactional Analysis 
Interpretation." Ohio Llbrayy Associa tion. Bulletin 4) (April 1977) 
Il-IA. ' (1.4; 1.5;' 2.23; 3.1; 4.1). , ^ ^ 

The purpose of this essay Is to review principles of Trans- 
actional Analysis as^ applifed to the reference Interview* 
It la noted that ff significant part bf th* interview lies 
In the initial contact, the dialogue, and the Jiransactiojtia 
that take place. Aspects of librarian responses and patron . 
motivation ate discussed in order to Illustrate the use of 
Transactional Analysis in the reference interview process « 
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Brown t J«mes* "A Personal Viewpoint." ^^Ttein ~L11^irl«9 1 
U.nuary 1970): 44-45, (1.7j 2.23{ S.l; A,!). 



Thin article? discuasea the need for utilising skillful 
communication processes and techniques in th« library 
setting. 



Burr, Robert L. "UbrarlansT, Libraries and Ubrarlanshlpt A 

Model." LlbrU 23 (1973):18il-209. (1.1; 2,23; 2.4; 3.2). 

The model described In this article borrows from social 
psychology the concept kWown aa the "Joharl Window,*' 
which is an attempt to explain how interpersonal contacts 
take place and what effects such contacts have on partici- 
pants. Using this modtel among staff end students of an 
academic library, a survey was conducted to test two 
hypotheses: (1) that knowledge of the library and its 
functlohs would vary between users having a high and a 
low measure of satisfaction with the library; (2) that 
positive or negative attitudes towArdi librarians would 
4)6 accompanied by positive or negative attitudes respec- 
tively, towards libraries. The model Is also shown to 
be useful in identifying situations and problems es a 
first step to solving them. The questionnaire and 
survey methodology are described in detail. 



Calabrese, Rlc, "Interaction Skills and the Llbra»/an." lUlpol 
Librar ies 55 (January 1973):8-11. (1.2; 1.4; 2.22; 2.23; TTT 
4.1). * 

^ This article discusses ways of Improving interaction skills 
with a special focus on the concepts of defensive and sup- 
portive communication. 



Collins, Judith; Ward, Patricia Layzcll. "Report of the Communlca 
tlon Games Workshop." ASUB Procee dlnga 29 (July 1977) : 248-252 
(1.6; 2.23; 3.1; 4.3(5)1;: . 

The workshop described was held as a single evening meeting 
of about 30 ASLIB member?. "Mirror Games." "Fishbowl Games," 
"Going around the Room," "Experimental Exerolses," and ' 
participant's reactions are discussed* The authors state' 
as their objectives the demonstration, playing, and discus- 
sion of games, that might help to improve communication within 
systems. 
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A2. CrlGkman, Robin "The Helping Aipecfcs of Training the New 

Information Pr<>fe»>ilonal." Paper presentad at the annual meeting 
of the Aasocl^lon of American Library Schools; Waahlngton, DC. 
January 1977. KO 199 A16. (1.6; 2,23; 3.1;.4.1). 

This speech, presented In re^ponae to Ronald G, Havelock'a 
"The Information Professional as Change Agent" at the 1977 
Annual Conference of the Association pf American Library 
Schools, Is an overview of the helping aspects of training 
the n^ information professional. It contains a summary 
of curtent thinking, reviews the skills needed by Informar- 
tlon professionals, discusses the personal traits of 
library school students that both hinder and facilitate 
the acquisition of those s|^ills, and suggest* ^training 
methods for overcoming the negative traits. Th© need for 
a professional organination to provide a framework for the 
continuing education of library graduates is stressed. 

\ 

43, Dempsey, R. "Communication Skills." In New Zealand Library Associ- 
ation Special Libraries Section. A Practical Approach to Your 
Special Library; P roceeding s of a Seminar Held In Wellington^ 
August 1972 . edited by H. M. Stephen-Smith. Wellington: The 
Association, 1973. (1.4; 2.1; 3.1; 4.1), 

Silent communication by signs, actions, and behavior, as 
well as spoken and written communication, is dealt with in 
this article. 

44. Dunlap, Florence B. "Coping with the Clam." Library, JoMrtial 97 
(1 November 1972) ; 3517-3518. (1.1; 2.1; 3.1; 4.1). • ^ 

I 

The article describes problems librarians have with us^rs 
who will not ask for what they want ("The Clam") and .those 
. who provide "more information about what he is seeking 
than she cares to know," Several examples are giveh of 
the difficulty librarians have in finding out what the 
♦ ' user "really" wants to know. 



45. Eichman, Thomas ^ee. "The Complex Nature of Openln|. Reference 
Questions " - - - 

4.2(7); 4 



Questions." RQ/7 (Spring 1978): 212-222. (1.4; 2.3; 2;23; 3.1; 
■ .3(18y). 



tKis purpose of this essay la to review communication 
theory models and llteraturi^ from philosophy and 
linguistics irt an attempt to supply a rational explana- 
tion for the generality of opening refarance questions, 
suggestions are also offered for the ajppllcatlon of 
such an understanding to th* t'ask of assisting in the 
access to stored' knowledge v 



Htlldorsson, Eglll A.j M«rfin. Marjorle E. "Th. Perfon»«nee ol 
Prof«i?fllon«l8 and NonprofeaslonaXa In th« Refetence Interview " 
Co ll^g y and Reoearc^ Ubx«rly» 3$ (Septenbeii 1977) 1385-395. 
(1.2; lAi 2Ax l2; A. 2(10); 4.3(1)). ' / 

Twenty-five sets of "Indirect" and' "faulty InfoLatlon" 
questions were asked at two unlverelty library reference 
centers, one staffed by nonprof eaelonala and the other 
by professionals. Thr purpose was to determine relative . 
success of professional and nonprofessional reference 
staff in (1) probing beyond "indirect" questions and (2) 
detecting and correcting faulty information. Also con-- 
sldered were frequency and success of nonprofessional 
referrals on unanswered questions. 

Hurst, Don S. "Reducing Coiranunlcative Interference in Reference 
Situations. Ok lahoma Librari an 23 (October 1973) :15 fl A- 
2.1; 3.1; 4.1). — ~ ' * ^ * 

This article discusses the Importance of a librarian's 
communication behavior to the successful dissemination 
of Information. Interaction ?nodel8 are illustrated 
along with several other factors related to the "manner" 
of reference service. These Include (1) effect of message 
lntent--librarian response? to a particular user's need: , 
(2) source credlbilltyT-lnfluending the ef f ectivenesa of 
the librarian's message stimuli; (3) response time— the 
slower the librarian resporise'tlme to verbal demands, 
the lower his credibility; and (4) depth of information 
transfer— whether enough, information is given at an 
appropriate level. 

' . \' " , ' 

Ingwersen, Peter; Johansen. Thomas; Tlmmerman, Povl; "A Study of ' 
the User/Librarian Negotiation Process." In Eurlm lli A European 
Co nference on the Application of Resear c h in information Services ' 
and Libraries} Presented by ASLIB. March 1976. RAI Internetlon^ " 
Congrescenjtum, Amsterd am, Netherlands . ed<tPH Uy.li, g n^^rm 
London: A«UB: 1977. ^.1; 1.2; I.); 2.1; 3.1; 4.2(3); A.W). 

The purposj of this experiment was to gain more information 
mpn the question negotiation process In a typical reference 
situation The 20 librarians participating In the experiment 
were.aaked to "think aloud". while seeking answers to a set of 
test questione, and th^r cprnmenlTs were tape recorded. ^The - 
verbal protocols recorded were c*>ded according to johansen '% " 
list of subject-^types and subject-relations based on linguistic 
and logicrfl factors. Details of the coding scheme are given. 
During the initial stage of the experiment, some 40 protocols 
were coded. ' . , 



Ktoll, Howard W, ; Mor«n, Deborab K. "Effect of Appearance on 
ftequeats for Help, in Libraries." American Librarie s 8 (October 
I977)tA89. (1.2; 2.23; 2^4; 3.2; XTTT. " 

This article describes a study involving eight public 
libraries in the U.S. whleh were visited by an experi- 
menter dressed as a college student and, two wtfeks 
later, os an "unconventional enquirer." Librarians 
were approached for the same Information each time. ' 
' The results Indicate that, cpAtrary to expectations, 
a deviant-appearing person Is just as likely to 
receive 'ptoiApt, helpful, and friendly service as a 
conventionally dressed person. 



Lessem, Ronnie. "Marvelous at Producing What I Didn't Want." 
Library Associa tion Record 78 (November 1976): 531. (1.2; 2.1; 
3.1; 4.1). 



A user's desicrlptlqn of his attempt to find specific 
Information, the unhelpfulness of librarians who tried 
to help him, and his serendipitous discovery of what he 
wanted. He also pleads that library education should 
try to Impr/jve th^ situation. 



Lopez, Manuel D.; Rubacher, Richard. "Interpersonal Psycholcigyr 
Librarians and Patrons." Catholic Library World AO (April 1969) 
483-487. (1.5; 2.23; 3.2;- 4.2(3); 4.3(3)). . 

Six reference interviews were tape recorded with the 
librarians' permission. In all interviews a confederate 
presented the librarian with the same "personal" problems. 
Patron satisfaction was measured by having the confederate 
indicate whether he would or would not '♦return to see the 
librarian." The librarians' interpersonal functioning 
levels vHire obtained by using the Rubacher Interpersonal 
Communication Scales for Librarian^.. The confederate 
said h6 would return to see the librarian for the three 
librarians with higher functioning levels and that he , 
would not return for the three librarians with lower 
functioning levels. 

» * •■ ' ■ ■ ' 

Lynch, BevVl^P.; "Networks and ether Cooperative Enterprises: 
Their Effect on the Function of Reference.'* RQ 15 (Spring 1976); 
197-202. (1.5; 2.1; 3.1; 4.2(3); 4.3(2))v _ * 

The, function of reference service and the processes Invcilyed 
In traditional search methods are examined in this article* 
As the library's infpnnation system expands to include 
remote data bases and services provided by other libraries, 
it is noted that searching will be influenced by- auch 
matters as accuracy in determining the user' a information 



need nnd explicit formulae Ion of search strategy. 
Little opportuhity for dialogue between patron and 
librarian in the network sfcarch means that translation 
of user clues is more difficult and tHe Success of the 
process relies on weH«n«gotlat*d questions. 



McFadyen, Donald. "The Psychalogy of Inquiry: Reference Service 
and the Concept of Information Experience." Journal of Li brarlan- 
81^7 (Jamifry 1975):2-.ll. (1,7; 2.23; 3.1; Li(^) ;. l M^)) . ^ 

Just as human activity Includes both the sciences and 
the humanities, so reference inquiries reflect a spectrum 
of needs,. Including both infornjation and experience, 
respectively. Although information and experience are 
mutually intetdependent , they represent different orders 
of consciousness and "logic." Experiential inquiries 
musf therefore be matched by experiential,, i.e., open- 
ende5l, techniques of question negotiation and search 
strategy. ' --^ ■ 

llcGarry, K, Comm unication, KnowlgdRe and thfe Librarian . London: 
Clive. Bingley; Hamden, CT: Linnet Books, 1975. (177^2 22- 2 23- 
3.1; 4.2(1?); 4.3(193)). , • * 

* • 

Thl9 book analyzes the information-seeking behavior of, 
pe6ple, how people communicate within grout)s and groups 
with ea^h other, and the implications forHbrarlanship. 
It is noted that librarlanship is a personal service 
Where encounters with other human beings are the end 
product. Yet, insufficient attention has been given 
to the profession's social role or the importance of 
the Interpersonal situation and the communicatldn prob- 
lems It Introduces. . • 

^^urphy, Marcy; Nilon, Nancy M. "The Referfence/Advisory Interview- 
Its Contribution to Library-User Educatiirh." In Educating the 
Library User , edited by John Lubana. New York & Lonclon: R.R. Bowker 
Company, 1974, pp. 28>306. (1,1; 1.4; 1.5; 2.23; 3..1; 4.2(A); 
4 4 3(18)) . , ' . 

This paper addresses the question of how the i^efJtence/ 
advisory interview cbntrlbutes »t6 educating the library 
user It is suggested that the interview can contribute^ 
to the user'd; education^ in a number of special ways, -that 
♦ learning the skills and techniques for encouragj(#ig open 
interpersonal cofnAunicatioiV ch«nnels are of specjlal 
-l^nportance to public service librarians, and finally, 
that In th^ field of librarlanship, understanding of 
how to conduct the actual interface the j>atron 
r remains to be sy«tematically deyelpped&n library $chool8, .. 
on the Job,, and in continuing education coursed, The 



foe«« l<t on the intetvlew Itself as .an educational 
medium,^ I.e., the exchange vhloh take* place between 
the l^bVarlan and the user before the retrieval of 
Information begins. 



Nelll-, Samuel Pesmond. "The Contact Factor." Cahf^dian Library 
JoMrnal 30 (January/February 1973) lAS-SA. (1.5; 2.1; 3.1; 4.3(13)) 

The author discusses the fteed for llbratians to better 
meet clients' needs. He emphasize^ii the importance of v 
face-to-face Contact and the reason^ why it is needed.' 
A few suggestions are made about the setting for And the 
nature of Interactions with Clients. 



Neill, Samuel Desmond. "Problem Solving and the Reference Process 
Rg U (Summer 1975) : 310-315. (1.5; 2.23; 3.1; 4.2(1); 4.3(4)). 

This article relates J. P. Guilford's operational model 
for problem solving in The Nature of Human Intelligence 
to the basic operations that take place in conducting A 
query negotiation and search. It is shown that the 
reference librarian must have .the ability to engage in 
both convergent and divergent thinking, and- that-further 
study of the thought process involved in reference work 
is needed to improve teaching and practice of reference 
service. ' ^ t\ 



\ 



Peck/'lheodore P. "Counseling Skills Applied to Referenqe Services 
14 (Spring 1975) : 233-235. (1.4;\2.21; 3.1; 4.3(2)) . ' 

Reference librarians should loo^ to counseling techniques 
worked put in thousands of lndl^^^dual situations for ways 
to fresfifen the reference Intervilfsw. 

Pelley, SMrley. "The Refereace Gai<ie ^r Twenty Questions." 
Oklahoma librarian (January l'9f73) : 10+. \ 

A cop^i of this item was not obtained. ^ 

. • \ " V ■ ■ ■ ■ . • ' ■ 

■ ■ \ , . 

Penlatid, Patrick R. "The Intervil^w as ,Communicatlon.'V Llbtary 
Occurerit 24 (May 1974)5422-424. (1^.4; 2.21; 2.23; 3. i? 4.3(6)). V 

In discussing the potential of the interview as a powerfmi 
tool for resource speclallst^i, the author draws upon, conftnunl- 
.cation and counijeUng theory to develop facllltatiVf tactics 
thait can be lised in the context of the reference interview. 




' . . ■■ • ... \ ■ ■ V ' 

61. P«nlan4» Patrick R. Cowunlcietdh for Libf arianf . Preliminary 
. .KdlticMi. .fltt8buta»v> P/^V UniV,«r»lty o( Plt^aburgh, 1971. (1.7 i 
2.23; 2.3; 3.1; 4. ?(% A. 3(246)). - v 

this text Is a pretlwjtniiry work^^lh- cohmunlcatlQn and la 
d«alferted to help tK* library prfeifeaelbn addre^a^ Itaelil to 
~ ^Isnlfloant coimnunitcatlon llobleroa. ' Aa th#y ir^late ^ 

library and InfiJirtnatlon sciencea, the three tt»aj<5r jreaa^f 
contmunlcation science covered kret (1) hletory and theory 
of cotnraiinicatlon an^ dultur'fe, ;orga,ril«atlbn and function 
of communication Institutions, and\ coii«>unlcat4on. attucfurea 
. in biological and social organirattph; (2) t^anafer of 

meanin^V ^€!»lgn, And processing of meaaAgea in dlffftrerit 
mpdla» analysis jof message content and systerosi and (3) 
individual behavior » social interaction and experience, 
attitude formation and change, public opinion and collec- 
tive behavior, and the congruence of exposure to various, 
messages. « . . 



62. Penland, Patrick R,- ^ Interviewing for Counselor and Reference 
Librarians. Pittsburgh, PA: Unlverlity of Pittsburgh, 13^07 ' 
• (TA; 1,5; 2.21; 2.23; 3.1'; 4. 2(8) ; 4. 3(39)) . . -^^^ 
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Interviewing as it is developed in this publication is a?' 
disciplined encounter technique fc^r couffselors and reference 
librarians who wish to be more eff<»c{:ive In serving the ~^ 
indlvlduarpatron. Two polar typea of . patrons are identi- 
fied: those who will not talk, and. thos4 who V/lll not Stop 
talking. Without 'training, librarians tend to rush patrons 
t« the hooks rather than take the time to^ncourage the ' 
prftron to dl«cu8s h;Ls purposea and Interests. The following ' ~ 
subjects are discussed: (1) orientation to the interviewv ' 
(2) pat ton- librarian interface, (%) counseling in libr<»tlan- 
ship, (A) Interpersonal aspects of llbri>rl$n coun8fVtn&. ' 

(5) psychological diinenslons' of librarian counaellrtgi:^>ind 

(6) -Interview question analysis. The appendices contain- ' 
examples of the non-^diractive interview, the directive 
Irtteryiew, and functional IntetvieWing. 

■ ■ ' ■ ■ ■ ' ",■ 'i- 

63. Penlar^d, Pfatrick R. *'Ove'rcoming the Frigidity of Special Librarians." 
Special Libraries 62, (January l971)M-7. (l.'S; 2.21; 2.23; 3.1; 
4.2(1); 4.3(7)), . , , , 

"" ■ • ' ' 

In striving fo*1e%f active infdrttitlon handling technlquea, , 
traditional spey:i411ibri;|lati8 have neglected factors of 
t'elevance tha,t A^oujd tt&form inforinatlon Into raaanlng. A gen- 
eral t|teory anditaxottomy of human commuivlcatlott la discussed, 
within which the Information hand |lt»8 propenaltles of the , 
speclAl librarian can be evaluated for relevancfe to thfe 

^'^lO'ns of library and information science. A theoretical 
position, is developed out of the social function of literary 



and Information science, while the taxonomy is tela ted to 
library situations or conditions (intra-, litter- » apd 
audtence-communicatior^) within which communication occurs. 



Powell, Janice J. '^Effective Communications i The Key to Referencer 
Service." vH await Library Association Journal 27 (June 1970): 
3-5. (I. A; 2.23; 3.1; 4.1). ^, 

This article discusses a communlcatlotis seminar held at the 
University of Hawaii that was part of a program to develop 
reference techniques. It was offered as an opportunity for 
librarians to observe and discuss weaknesses and strengths 
In their owrt and fellow staff membetef^' in|J^eraction slcllls. 

Prltchard, Hugh. "Sensitivity at, the Reference Desk." Rfi 11 
(Fall 1971):49-50. (l.A; 2.1; 3.1; A.l). 

The^author lists some of the human problems dealt with by 
librarians in the ref<frence setting In order to sensitize 
librai*ians tcf their own feelings about user needs. 

Rapoza, Ritia S. "Te^fthing Communication Skills." R^ 10 (Spring 
1971): 218-220. (1.5; rv6; 2.23; 3.1; 4.2(2); A. 3(3)). 

This report discrlbea an instructional program based on 
communication techniques applied to the library reference 
interview. The objective of the program was to increase " 
student awareness of verbal and nonverbal communication 
patterns that- helped build a "relationship with the 'patron, 
as well as'thosie patte^^ns which wer-e. Irrelevant and 
possibly, destructive. Students subsequently evaluated 
< the Instructional units favorably. ■ - - , . 

Saunders, Peggy; Baum.'Sara M.' "Nonverbal Communication in Library 
Question-Negotiating," . In Knowledge and Its Organtzatlon , fedited 
by David Batty. College Park, Ml>: University of Maryland, 1976. 
(1.1; 1.2; 2.22; 2.23;v3.1; 4.2 (1); A. 3(15)). 

This paper concentrates primarily on body motion (eye con- 
tact and facial expressions, In particular)^ ptoxemlcs, and 
• paralanguage as they telate to the Interaction that occurs 
between a patron and A librarian In the question negotiation 
process/ The author's stated goal Was to Identify and ex- 
plore fundamental nonverbal communication cues that Infonna- * 
tlon professionals coiild oatill2;ew Since little has been 
written on this aspnect ofT:hife question hegotiatlon process, 
an 'attempt was made to ap^ly results from various t>sycholog- 
ical studies of noh^rbal communicatloiit* * 



Dftlbra^^'J; Inquirer and the Reference in^ervUw." Annals 

0Utjto£^, Scl ence a nd pocu mgn^ ^yn 22 September 1975): UariasT 
U.l, 1;2; KA; 2.1; 3.1; 4. 2f3); 4.3(2)). 

^ 'r^l«/"^tlcle dlacu8«ea the vldespread belief that users can- 
vnot frame their Inquiries In a precise manner. The reference 

^.rr^^" ?««"ll>«<i the meeting of two personaUtlfes, 
wlth.th^ result of, the mteracMon dependent on the traits 
of each, as well as the type ofc library and the jiKtlosophy 
Qf reference service that Is emplOyW. 

. Smith, Dorm'an. "A Matter Confidence. " Library Journals 97 
(April 1972):1239.mO. (1.,1M.2; 1.4; 2.1 ; 3aM .2"5) ? 

t • 

The author posed as a college student loQking for information 
on the personal life of a living homosexual writer, but 
unwilling^ to descUbe his information need to the librarian. 

of how librH'ians should handle the information Interview 



9 



' k! * 2!^^^" Stephen D. "Vertical-Horizontal Relation- 

ships: Their Application for Librariatis. " Specia l Libr^les 66 
(November 1975) :528- 531. (1.4; 2.23; 3.1^ 4 .2(1); 4 J^ TT^ 



Communication Is an important daily aspect of a librarian's 
profession. The horizontal relationship (equal-equal) is 
described and a distinction is drawn between it and the 
vertical relationship . (superior-inf erlor) . The horizontal 
relationship is an Important tommunication concept which 
factions'"'" librarian, accrues m*ny persor^l sa^is^ 

^oL'ifl' iT^ i' err**' Feedback: Am I Communicating?" 

•'W4!3(^?r'^^"^ 57 (October 1966): 561-563. (1.4; 2.22; 2.23;' 



This article discusses nonverbal communication theory as- a 
basis for improving llbrarlaiy-user communication,^ Awareness 
of feedback Is noted as the key element. Cltecf this ar! 
tlcle Is a study conducted at 'Che University of Californi:a 
at Los^Angeles (UCLA) whlich attempted to determine whether 
the reference encounter provided a form of face-to-face 
social Interaction In which nonverbal content could be inves 
tlgated. Preliminary investigations set out to see (1) if 
nonverbal communication m the reference encounter could be 
observed, and (2) if any pattern emerged. 
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72. Tibbeta, Pamela. "Senolttvlty Training — A Possible Application 
. for Librarlanshlp." Special Llbtari#» '65 (December 197A): 493-498. 
(1.2; 1.4; 1.6; 2.23; 3.1; A.3(8)). 

The avithor describes sensitivity training and its potential 
' ' s " usefulness to librarians. 



73. Totten; Hetinan l! "The Nature of Inte^rpersonal Communication." 
NbrthXarolina Libraries 31 (Fall 1973):18-2i. (1.7; 2.23; 3.1; 

Drawing fi^^ coigpnunlcatlon theory, the author discusses and* 
expands upon three Ingredients Impoidtant to effective inter- 
personal ^coiranunlcat ioti: multiple channels , feedback, and 
interaction. , v 

. \ 

74. Vavrek, Bernard Frank. "The Nature of Reference Llbrarlanship. " 
Rq 13 (Spring 1974):213-.217. (1.6; 2.23; 12.3; 3.1; 4,2(1); 4;3(3)) 

The author discusses a theory of reference service with en^ 
phasls on communication theory and research- 



75. Vavrek, Bernard Frank., ^'Reference Service: Is the Medium the 
Message?" 8 (Fall 1968):37-38. (1.7; 2.1; 3.1; '4.1). 

^ . 

Reference librarlarts should educate clients in the use of the 
library as well as find information for them, lifllizlng the 
referral process ds a learning situation, the client should 
be given instruction on available* sources of information. . 

76, Wilkin, Anne. '^Personal Roles and Barriers In Information Trans- 
fer." In Advances in Llbr^trlanshlp ^ vol. 7/ edited by Melvin J. 
Volght and Michael H. Harris. New York: Academic Press\ 19f7, 
pp. 257-297. (1.7; 2.23; 3.1; 4.2(4); 4.3(90)). 

This article discusses the role of library and information 
services in providing an Important link between sources and ' 
users of information; It is noted that there Is still much 
to discover about the Way in which these services interact 
^ with the many other channels through which Inform^jtion^ can 
ber'fransf erred. The literature from anthropology, sociology, 
org'anizational theory, management science, and library and 
Information s'clence is examined. A Qiimber of personal roles 
and barriers opera.tlng In the Information transfer process 
are examined. ^ 
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IV. SUBJECT INDEX . f 

All articles Are Indexed accdrdihg to the coding system described 
In Section \l, All citations In the bibliography arc numbered consecu- 

V 

tlvely, and It is those citation numbers that are listed below for ' 

r 

each code. • , , 

^1. Topic ' ' • ,. , 

1.1 ^at users are llkte 

7, 11, 16, 18, 19, 25, 30, 33, 3A / *39, 4A, 48, 55, 67, 
68, 69 .... 

1.2 what librarians are like 

4, 7, 18, 19, 32 /^O, 46, ^8, 49, 50, 63, 67, 68, 69, 72 

1.3 what librarians" need to find out frbm users about their 
information needs 

1. 8, 10, 11, ,16, 22, 23, 31, 34, 36 / . 

- ^ 1.4 \\t>v 'the intervlet/ should be conducted 

1' 2' ^' ^' 9.,40, 11, 13, 14, 17. 18, 20,' 2.1. 22, 23, 24, .26.» 
28, 30, 31, 36 / 37, 40, 43. 45, 46, 47 , 55, 58, 60. 62 . 64.' 
65. 68. 69. 70, 71, 72 , .... 



1.5 the impQrtance of . the interview for successful information 
service , - 

15, 35 / 37, -51, 52, 55^ 56. 57, "62, 66 • , V . 

1.6 training ' ' 

.1, 2, 12. 15, 17, 20, 2*, 26, 28 / 41, 42, ^6, 72, 74 

1.7 other 

.27. 29 / 38. 48, 53, , 5^4, 61, 73; 75, 76 

... 

Methodology " 

2.1 report of perfiionalj^xperlenc^rW^ unspecified 

!i 31 /.^3, 44,. 47, 48^50, 52, 56, 65, 

6o, 69, 75 * 



*Cl.tatlon$ preceding the^sLaah mark are In one. of the first two sections 
of the bibliography— Comprehensive Considerations or Primary Items. • 
Citations following the^lash mark ar6 in. the third section— Add Itdonal 
Items. . 



^.2 Interpretation of theory or research from other preas 

2.21 coun«eHng artti h«li^ing akllla 

2. 17, 20. 2A» 2^ ^56, 60, 62, 63 ; 

2.22 nonverbal conmunl<iatlon 

7, 13, 14, 15, 21, ar / AO, 5A,'67, 71 

2.23 other (for example* ooinmunicatlon, cognitive psychology, 
aoclol psychology, ttnd sooriology) 

4, 12, 13, 15, 19, 2A, 28/30, 35 / 37, 38, 39, 40,^41, 42, 45, 
49, 51, 53, 54, 55, 57, 60, 61, 62, 63, 64, 66, 67, 70, 71, 72, 
73, 74, 76 

2.3 development of theory for the information Interview Independent 
of theory and research In other ai^eas 

8, 10, 16, 33, 34, 36 / 45, 61, 74 

2.4 systematic research » 

1, 2, 4, 8, 10, 12, 15, 19, 20, 21, 26, 32^ 35, 36 / 39, 46, 49 

2.5 comprehensive consideration such as a blbllQgraphy , s tate-of-thc' 
art report, or text (if this code Is asslgnecf, no others are) 

3. 5, 6 / 

Setting . * I 

3.1 general or unspecified 

1, 2, 7, 9, 12. 13, 15, 17, 1^, 22, 24, 25, 27, 28, 29, 30, 33, 
34, 35 / 37, 38, 40, 41, 42, 43, 4"4, 45, '47, 48, 50, 52, 53, 54, 
55, 56, 57, 58, 60, 61, 62, 64, 65. 66, 67, 68, 69, 70, 71, 72, 
73, -74, 75, 76 . 

3.2 reference desk In a public or ac'ademlc library 

4. 14, 1^, 20, 21, 26, 32 / 39, 46, 49, 51 

3.3 special library ^' 
11/63 , \ . ^ 

9 • 

3.4 online search service ^ 

8, 10, 16, 23, 31V 36 / t 

' ' • . 1 

Citations * ' \ ' . - 

4.1 no citatioos ^ * \ * r 

8, 18, 19. 36 7 37, 38, 46, 42, 43r- 44, 47, 49^ 50, 64, 65, 

73, 75 _ ' 
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4.2 citations to Uteraturtt on the Information Intemew* 

^(^>» 11(7>» 12(1). 13(5). U(^), 
15(10). 16(2), 17(6). 19(5). 20(8). 21(6). 22(1) 23 3) 24 7) 
25(1). 27(1) 28(21). 31(4); 32(13), 33(4). 3i(i)\ 35(U) / 
45(7), 46(10), 48(3). 51(3).. 32(3). 53(4). 54(12). 55(4) 57(1) 
61(6) . 62(8) , 63(1) . .66(2) . 67(1) . 68(3) . 69(5) . 70(1)?M(1) * t 

4.3 citations to related areas^ . ^ - 

^ifcl' "i^.nU 12(14). 13(15). 14(15), 15(14). 

16(9). 17(11), 19(7), 20(1}, 21(11) ,^'22(2), 23(7). 24(13) 25(4) 

f ^^^^^^ '^^'^ ^^^'^^ 3;(2i). 35(8;) T 

tJr.ll ^i!? • 51(3). 52(2). 53(8). 54(d93), 55(18), 

55 P > 57 4), 58(2), 60(6), 61(246), 62(39), 63 7), -66(3 , 
67(15), 68(2), 70(3), 71(^). 7.2(8), 74(3). 76(90) 



*The number of citations Is given in par^nth 



eses. 
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V. AUTHOR INDEX 

All named authors are Uat<|d IndlvlduaUy In this -index, together 
with the numbers assigned to the citations" of their works In the 
bibliography. Three additional sources listed on page 12 which are 

r 

Included In the list are enclosed In parentheses. 



All red-, C. Hugh, 30 

Baum, Sara M. , 67 

Boucher, Virginia, 7 

Braun, Carl, 37 

Brilggs, R. Bruce, 8 

Brown, .lamo^, 38 

Bung^, Chatles Albert, 9 

Burr, Robert L.7 39 

Calabrese, Rlc, AO 

Carmon, James L., 10 

Collins, Judith, 41 

Crlckinan, Robin I)., 42 
Crum, Norman J. , 11 
Dempsey, R., A3 
Dervln, Brenda, 12 
Dunlap, Florence B., 44 
Elchman, Thomas Lee, 45 
Fltt, Stephen D. » 70 
(Cardlner, G. L., page 12) 
Gothberg. Helen M. , 13, 14» 15 

'V 

Green, J. S., 16 




(Hanneraan, G. J., page 12) 
Holland, Barron, 17 
Halldorsson, Egll A., 46 
Horn, Roger, 18 
Howell*> Beijita J., 19 
Hurst, Don S., 47 
Ingwersen, Peter, 48 
Jahoda, Gerald, 1 
Jennerich, Edwatd J., 20 
Jennerlch, Elaine Zaremb 
Johansen, Thomas, 48' 
Katz, William A * 
Katzer, Jeffrey, 32 
Kazlau^kas, Edward, 21 
King, Geraldlne B., 22 
Knapp, Sara D.; 23 
Kroll^ Howard W. , 49 ^ 
Lessem, Honnle, 50 > 
Lopez, Manuel D. , 51 
Lukenblll, W. Bernar4, 24^ 
Lynch » Beverly P4, 52 
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Lynch, Mary vTo, A 
McFttyden, Donald, 53 
HcGarry, K., 5A 
Matha^l, Aleyomma, 28 
Moren, Deborah K., A9 
Mount, Ellis, 25 
Miiccl, Judith, 26 
Munor, Joanna Lopez, 27 

Murfln, Marlorie E., 

< 

Murphy, Marcy, 55 

» 

Nel.ll, Samuel Desmond, 56 ^ 57 

Nl Ion , Nancy M. , 55 

^Kk, Theodore P., 58 

Pellfy, Shirley, 59 

Penland, Patrick R. , 28, 60, 61, 
62, 63 

Powell, Janice J . , 6A 

Pritchftrd, Hugh, 65 

F^apoza, Rita S . , 66 

Reeves, Edward B., 19 

Roloff , Michael E. , 5 



Rothsteln, Samuel D.,_6 

I 

Rubacher, Richard, 51 

J/- 

Sanders, Peggy, 67 
Sankaralah, K., 68 
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Shosid, *Norma J, , 29, 71 
Smith, Dorman, 69 
Smith, Nai^ian M,, 30, 70 



Somcrville, Arisen N., 31 

Swope, Mrfry Jane, 32 

Tdylor, Robert S.» 33, 34 

Tibbeta, Pamela, 72 

Tinmennan, Povl, 48 

Tottan, Herman L., 73 

Van Willigen, John, 19 

Vavrek, Bernard Frank, 35, 74, 75 

Ward, Patricia Layzell, 41 

Wilkin, Anne, 76 

(Wyer, James I., page 12) 

Zipperer, W, , 36 
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